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SERVICE LEVEL AGREEMENT - PLATINUM

Enhanced Management Services

1. Financial Management

e Open and handle trust bank accounts, designated with client’s name.

e Maintain leaseholder records and tenancy details (where supplied).

e Maintain adequate/suitable files and records on the management of the Property.

e Preparing annual estimated service charge budget.

e Charging and collecting services and reserve fund contributions, including statutory notices.

e Accounting for service charges.

e Processing payments relating to the managed property, including staff salaries, within
expenditure limits and funds available, or as reasonable expediency shall dictate.

e Provide monthly management reports : expenditure against budget YTD; arrears report, up to
two additional reports as required.

e Preparing and providing financial records for Chartered Accountant to prepare the annual
accounts. Preparing and providing financial records for Chartered Accountant to prepare the
annual accounts, working with Accountant to finalise and sign-off accounts.

e Use best endeavours to collect current and ongoing routine service charge arrears, in
accordance with our published Arrears Regime. Please note that the defaulting leaseholder will
be subject to an administration charge if a second and final arrears reminder is necessary. This
will be under the relevant clause of the management contract. This work does not include costs
of action requiring legal work or action at First tier Tribunal Property Chamber.

e Management and collection of arrears existing at time of management handover.

e Dealing with taxation issues relating to trust fund interest.

2. Repairs, Maintenance & Property Management

2.1 Cyclical Services
Specify, tender and manage services contracts such as cleaning, gardening, window cleaning,
fire alarm maintenance, door entry system etc.

2.2 Day to Day Maintenance
e Quarterly Property Inspections, without the use of inspection equipment, the common
parts of the managed property to check condition and deal with any necessary minor
repairs and maintenance, other than major repairs and works.
e Out of hours Service

2.3 Insurances
Ensuring the managed property is appropriately insured for buildings insurance, Directors &
Officers insurance and engineering insurance, as appropriate.
Manage insurance claims.

2.4 Health & Safety
e Organise periodic health and safety checks (but not specialist checks and tests).



e Ensure appropriate risk assessments are in place, to ensure the Client is compliant with
regulatory requirements.
e Review risk assessment plans at the appropriate frequency.

Staff Management (where relevant)

Engage and supervise, on behalf of the Client, site staff for the managed property, and deal with
all matters relating to their employment other than pension and Industrial Tribunal matters and
costs of recruitment (costs of agency recruitment are not included).

Formulate appropriate Job Descriptions for the role(s).

Manage staff and carry out periodic performance reviews.

Arrange training for the role, including those for appropriate Health and Safety regulations.
(Costs from third party training companies are not included).

Leaseholder Relationship

NB: The purpose of the management contract is to manage the building to act in the interests of the
Client and fulfil the Client’s responsibilities and obligations under the terms of the Lease. There is no
contractual relationship with lessees.

Provision of Leaseholder Handbooks.

Liaise with any recognised resident(s) association(s).

Provide reasonable information to lessee.

Deal with reasonable day-to-day lessee issues. Unreasonable, repetitive or vexatious issues will
incur administration charges to the Leaseholder, under the Reasonable Use Policy.

Report and take instructions from the Client on lessee dissatisfaction.

Provide copy documents, including insurance policies, copies of invoices and receipts, for which
there may be a nominal charge.

Advise Client on lessee and Lease issues as they occur, including Breaches of the Lease. Taking

appropriate action as required.

Client Advice & Support

Advise and liaise with the Client on management policy.

Advise on Leaseholder and Lease issues as they occur, including Breaches of the Lease.
Obtain Client’s authority to undertake legal action to recover service charge arrears, once
Arrears Regime has been exhausted.

Following Client’s decision on Leaseholder Breaches of Lease, take appropriate action as
required.

Advise the Client on all relevant legislative and regulatory issues, and general interpretation of
the Leases.

Consult and advise the Client on management matters.

Consult and advise the Client on qualifying major works.

Consult and advise the Client on long term agreements.

Attendance at Client meetings (board meetings; ad hoc), during or outside office hours.
Attendance at Annual General Meeting.

Take Minutes of Meetings, obtain approval from designated Director and distribute to
appropriate recipients.



